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3. Facilitate the movement of agency-owned vehicles into the GSA leased fleet to reduce cost and 
improve service for Federal agencies. 

a. Continue to work with customers to consolidate their agency-owned vehicles into the GSA 
leased fleet. 

 
4. Reduce the carbon emissions of the Federal fleet by increasing offerings and acquisition of ZEVs. 

a. Deploy ZEVs within the GSA-leased and agency-owned fleets as they become available in the 
market and can meet customer mission requirements. 

b. Continue to educate customers on available ZEVs that can replace fossil-fueled vehicles and 
reduce carbon emissions, expanding ZEV deployment efforts Government-wide. 

 
5. Enable Federal agencies to acquire Electric Vehicle Supply Equipment (EVSE). 

a. Partner with agencies to deploy and install EVSE at Federal facilities to accommodate an 
expected increase in ZEVs within the Federal fleet. 

b. Expand contract offerings and customer tools to provide a wide variety of EVSE hardware, 
software, and options Government-wide. 

c. Establish construction contracts to allow for installation of EV charging stations in Federal 
facilities when new construction or repair and alteration work is being done. 

 
6. Leverage the installation of telematics to measure and drive the reduction of carbon emissions. 

a. Continue to install telematics on all appropriate new GSA Fleet vehicle acquisitions. 
b. Support customer agencies requesting to retrofit their existing fleet with telematics. 

 
7. Acquire and deliver a travel services shared solution to all civilian agencies. 

a. Deliver an end-to-end travel and expense service — E-Gov Travel Service Next — that results 
in a more efficient Government-wide travel and expense marketplace. 

 

Goal Leaders Krystal Brumfield, Office of Government-wide Policy 
Sonny Hashmi, Federal Acquisition Service 

Contributing Programs ● Office of the Chief Financial Officer 
● Office of Congressional and Intergovernmental Affairs 
● Public Buildings Service 
● GSA IT 

 

Performance Goal 4.2.1 - Improve agency adoption and optimization of GSA services 

Benefit to the Public: 
GSA, in its charge to provide innovative solutions to agencies in support of their missions, sees an 
opportunity to foster the increased availability and adoption of shared services to the Federal 
community. Shared services can lead to improved performance, customer experience, and reduced 
operational costs related to agencies’ mission-support services. To date, there are five services: GSA 
SmartPay®, Electronic Records Management, Enterprise Infrastructure Services, Fleet Services, and 
E-Gov Travel Service. By creating new offerings for shared services, GSA will promote standardization 
and lower administrative costs for participating agencies. 
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Performance Indicator Definition: 
Number of GSA services within the Government-wide portfolio of shared services: 
This indicator measures the number of GSA services within the Government-wide portfolio of shared 
services. 

 
PI 4.2.1 Number of GSA services within the Government-wide portfolio of shared services 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A Baseline 5 6 6 

Results 4 4 4 5 N/A N/A 

 
Performance Goal 4.2.2 - Advance Government-wide agreement on the standardization of 

mission-support functions 

Benefit to the Public: 
Achieving agency consensus on business standards allows shared services planners, implementers, and 
policy makers to understand exactly what agencies require to deliver on their mission-support 
responsibilities, decreasing product development risk and enhancing the quality of solutions. 

Performance Indicator Definition: 
Number of components advancing to the next stage of the standards governance process as part of 
the Federal Integrated Business Framework (FIBF): 
The business standards governance process incorporates agency perspectives into establishing 
agreement on mission support business standards, which enable the Government to make decisions on 
which services can be commonly shared. The governance process has three stages that include: (1) 
designated standards leads working directly with agencies to draft initial standards; (2) cross-functional 
review by the Business Standards Council (BSC); and (3) review and final concurrence on the part of 
OMB. GSA plays a key role in advancing business standards components through this process. 

 
PI 4.2.2 Number of components advancing to the next stage of the standards governance process as 
part of the Federal Integrated Business Framework (FIBF) 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 12 12 12 18 18 19 

Results 15 21 36 32 N/A N/A 

 

Performance Goal 4.2.3 - Address the climate crisis through zero-emission fleet vehicles  
⦿ FY 2022 -2023 Agency Priority Goal 

Benefit to the Public: 
As part of its efforts to tackle the climate crisis and support the reduction of carbon emissions, GSA is 
focused on the adoption and deployment of zero-emission vehicles (ZEVs). Given GSA’s expertise in 
fleet management and its role as the mandatory purchasing source for non-tactical vehicles purchased 
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in the United States, GSA is positioned to assist agencies with procuring and leasing ZEVs and 
deploying critical electric vehicle supply equipment that will together reduce harmful GHG emissions. 
Working with industry to bring the latest automotive technology to the Federal Government and 
tracking its implementation and usage will demonstrate how ZEV deployment is making meaningful 
contributions to address the climate crisis. Additionally, increasing ZEV purchases will generate 
demand within industry and further the development of electric vehicle technology, benefiting the 
American consumer as well. 

Performance Indicator Definition: 
(a) Percent of new vehicle orders that are ZEVs compared to the total number of vehicles ordered in 

FY where an affordable EV was available: 
This indicator calculates the percent of new purchases or leases that are ZEVs compared to the 
total number of vehicles procured in the FY where an affordable ZEV was available. To calculate the 
percentage, the denominator is the total number of vehicle purchases that have an affordable ZEV 
option (i.e., price does not fall outside of general reasonableness) at the time of purchase. The 
numerator is the total number of ZEVs procured by GSA. 

 
(b) Number of ZEV models available for Government customers to purchase or to lease: 

This indicator measures the total number of ZEV models available for Government customers to 
purchase or lease from GSA. 

 
(c) Percent increase in miles per gallon for the GSA leased fleet: 

This indicator calculates the miles per gallon (MPG) rating (based on the combined MPG published 
on fueleconomy.gov) for the new leased vehicle compared to the MPG rating for the outgoing 
vehicle. Calculation is performed for all newly leased vehicles in the fiscal year that replace an 
outgoing vehicle. MPG calculation is restricted to light-duty vehicles (those with a gross vehicle 
weight rating less than 8,500 lbs.). Additional vehicles or those replacing a vehicle larger than light-
duty are excluded from the calculation as the automaker is not required to publish fuel economy 
data on those vehicles. 

 
PI 4.2.3 (a) Percent of new vehicle orders that are ZEVs compared to the total number of vehicles 
ordered in FY where an affordable EV was available 
Lead Office: FAS 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A 10.00% 25.00% 30.00% 

Results 3.00% 1.70% 6.74% 20.27% N/A N/A 

 
PI 4.2.3 (b) Number of ZEV models available for Government customers to purchase or to lease 
Lead Office: FAS 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A 50 65 70 

Results 11 13 34 65 N/A N/A 
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PI 4.2.3 (c) Percent increase in miles per gallon for the GSA leased fleet 
Lead Office: FAS 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A 21.00% 23.00% 25.00% 

Results 15.80% 19.60% 18.49% 25.29% N/A N/A 
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Deliver smart policies, regulations, and workforce training that inform management decisions 
and help agencies streamline operations. 
 
A streamlined Government enables mission success, improves citizen experience, and promotes savings. 
Key to improving Government operations is having accurate and reliable data that helps decision makers 
manage assets effectively, develop balanced operating policies and procedures, and provide the right 
skills-based training to the Federal workforce. 
 
This strategic objective focuses on three specific areas where improving data quality and access can have 
a meaningful impact on Government operations: asset management, policy formulation, and workforce 
skills. 
 
Strategic Initiatives 
 
1. Improve the accuracy of Government-wide real property data through consistent data standards 

and management. 
a. Improve the consistency and accuracy of Government-wide real property data. 
b. Establish real property data standards that should improve data consistency. 
c. Leverage geospatial data tools to assist agencies to validate and verify data to improve data 

accuracy and completeness. 
 
2. Assess Government-wide effectiveness of GSA’s policy initiatives. 

a. Establish a method to regularly gather feedback on GSA policy initiatives from key policy 
stakeholders and agency users across Government. 

b. Implement policy initiatives that result in 75 percent of respondents rating those initiatives 
as effective. 

c. Analyze survey responses to identify areas for improvement in creating, communicating, and 
implementing policy initiatives. 

 
3. Evaluate and adapt policy compliance training for agencies. 

a. Track the volume and effectiveness of compliance training, ensuring that it provides the 
necessary breadth and depth of education while remaining accountable to constantly 
improve training. 

 

Goal Leader Krystal Brumfield, Office of Government-wide Policy 

Contributing Programs ● Office of Customer Experience 
● Public Buildings Service 
● Federal Acquisition Service 
● GSA IT 

 
 
 
 

Strategic Objective 4.3 
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Performance Goal 4.3.1 - Improve Government-wide real property data 

Benefit to the Public: 
Accurate location data for Federal assets is essential for stakeholders, such as real estate developers 
and telecommunications providers, for, among other things, the expansion of broadband services. 
Accurate data is also critical for improving management of the Federal Government's real estate 
portfolio and maximizing value to the taxpayer. 

Performance Indicator Definition: 
(a) Percent of domestic Federal real property assets with geocodable or mappable location data: 

This indicator measures the percent of the U.S.-based Federal real property assets with location 
data (such as address or latitude/longitude) that allows the asset to be accurately displayed on a 
map. This is determined through geospatial analysis of data submitted to the Government-wide 
Federal Real Property Profile (FRPP) system. 

 
(b) Percent of true real property data errors: 

The percent of true real property data errors is determined through an analysis conducted on data 
submitted to the FRPP and confirmed/resolved by agencies during the data validation and 
verification process. A true error represents GSA-identified anomalies in the data set that have 
been verified by the landholding agency. 

 
PI 4.3.1 (a) Percent of domestic Federal real property assets with geocodable or mappable location 
data 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A 75.0% 85.0% 88.0% 

Results N/A N/A 70.0%* 75.1%** N/A N/A 

*Prior year results were adjusted forward by one year to account for the change in reporting period, e.g. the FY 2020 result became the FY 2021 
result. 
**In FY 2022 GSA changed the reporting period for these measures. Due to the one-year lag in receiving data, results were always delayed until 
after publication of the Annual Performance Report (APR). Going forward, the fiscal year results for both measures will be based on the prior 
fiscal year’s data. However, the program’s work in validating data occurs within the fiscal year that aligns with that APR. 

 
PI 4.3.1 (b) Percent of true real property data errors 
Lead Offices: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A 12.00% 10.00% 7.50% 6.50% 

Results N/A 19.43%* 15.34%* 9.27%** N/A N/A 

*Prior year results were adjusted forward by one year to account for the change in reporting period, e.g. the FY 2020 result became the FY 2021 
result. 
**In FY 2022 GSA changed the reporting period for these measures. Due to the one-year lag in receiving data, results were always delayed until 
after publication of the Annual Performance Report (APR). Going forward, the fiscal year results for both measures will be based on the prior 
fiscal year’s data. The program’s work in validating data occurs within the fiscal year that aligns with that APR. 

  



U.S. General Services Administration | FY 2024 Annual Performance Plan and FY 2022 Annual Performance Report 

78 

 

 

Performance Goal 4.3.2 - Implement effective policy initiatives 

Benefit to the Public: 
Rulemaking is a lengthy activity. Given that OGP can focus on a finite number of rules each year, it is 
important to measure the impact of the rule to the Federal workforce. This indicator will enable OGP 
to more effectively prioritize and plan its rulemaking agenda. The survey will measure how well OGP is 
seen as a trusted partner for policy guidance, products, and/or services to determine effectiveness in 
usefulness, innovative solutions, and expertise. 
Performance Indicator Definition: 
Percent of key users that rate OGP policy initiatives effective: 
This performance indicator calculates the percentage of survey respondents who rate specific OGP 
policy initiatives as effective. OGP will survey key stakeholders and agency users on policy initiatives in 
the annual portfolio (portfolio policy initiatives change from year to year). 

 

 
PI 4.3.2 Percent of key users that rate OGP policy initiatives effective 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A Baseline 75% 80% 

Results N/A N/A N/A 73% N/A N/A 

 

Performance Goal 4.3.3 - Deliver quality policy compliance training to agencies regarding policies, 
regulations, and best practices 

Benefit to the Public: 
Developing and delivering training takes many resources. By capturing effectiveness, OGP can measure 
effectiveness of training(s) and gain insights into the knowledge or skill gaps of the Federal workforce 
and develop training to address them to ensure OGP is providing the best value to agencies and 
serving as the trusted partner for policy and guidance on Government-wide initiatives. 

Performance Indicator Definition: 
Percent of training attendees that rate OGP-led Government-wide training effective: 
This performance indicator calculates the percentage of survey respondents who rate specific 
Government-wide training as effective. OGP will survey training attendees after each course/event to 
measure effectiveness of training. 

 
PI 4.3.3 Percent of training attendees that rate OGP-led Government-wide training effective 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A Baseline 90% TBD* 

Results N/A N/A N/A 90% N/A N/A 

*Target will be determined based on FY 2023 results. 
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Efficient, effective support services that equip GSA to readily deliver on its mission 
 
GSA’s key capabilities encompass the people, processes, and technology that support the agency in 
achieving the strategic goals and objectives laid out in the GSA Strategic Plan and Annual Performance 
Plan. These capabilities are primarily internally focused, cross-cutting, and enduring. They underpin the 
unique value GSA provides to its customer agencies, industry partners, and ultimately, the American 
people. GSA’s commitment to maintaining and strengthening these four key capabilities creates the 
conditions for achieving strong outcomes for the agency. GSA’s key capabilities focus areas are: 
 

KC 1 - Effectiveness of GSA CXO functions, as measured by Government-wide Customer Satisfaction 
Survey 

Benefit to the Public: 
GSA must ensure that internal operations are efficient and effective to support low-cost, high-quality 
products and services. This focus on internal excellence is carried forward in how GSA provides mission-
support services to the Government-wide community. Effective and efficient GSA internal operations 
decrease the cost burden to agency customers, freeing up funds to meet mission objectives for the 
American public. 

Performance Indicator Definition: 
Computed from the PMA Benchmarking Initiative’s Customer Satisfaction Survey, the indicator consists 
of an equally weighted composite customer satisfaction score for GSA’s CXO’s functions — acquisition, 
financial management, human capital, IT, and shared services on a 1-to-7-point scale. 

 
KC 1 Effectiveness of GSA CXO functions, as measured by Government-wide Customer Satisfaction 
Survey 
Lead Office: OCE 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 5.23 5.27 5.40 5.45 5.70 5.77 

Results 5.42 5.49 5.75 5.68 N/A N/A 

 

KC 2 - Total GSA operating cost as a percentage of goods and services provided 

Benefit to the Public: 
Efficient GSA internal operations decrease the cost burden to agency customers, freeing up funds to 
meet mission objectives. 

 
 
 

Key Capabilities 
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Performance Indicator Definition: 
Total GSA operating cost as a percent of goods and services provided. For all of GSA’s major products or 
services: Total operating costs (direct and indirect) divided by total revenues. 

 
KC 2 Total GSA operating cost as a percentage of goods and services provided 
Lead Office: OCFO 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 9.00% 8.60% 8.25% 8.09% 8.09% 8.09% 

Results 8.01% 7.64% 7.24%* 7.45% TBD TBD 

*FY 2021 result has been revised from previously reported value due to adjustments to historical revenue amounts. 

 

KC 3 - GSA Overall Employee Engagement Index (EEI) 

Benefit to the Public: 
A workforce that places the customer at the center of daily operations is able to deliver on current 
needs and provide solutions that meet future requirements. Developing a proactive workforce of this 
caliber enables successful delivery of new and expanded offerings. 

Performance Indicator Definition: 
The U.S. Office of Personnel Management (OPM) measures an Employee Engagement Index, which 
assesses critical conditions conducive for employee engagement. Questions from the OPM Federal 
Employee Viewpoint Survey (FEVS) are used to calculate the Employee Engagement Index. The index 
comprises FEVS questions in three subcategories: “Leaders Lead,” “Supervisors,” and “Intrinsic Work 
Experience.” The index is calculated by taking the average percent positive response to each of the 
FEVS questions in the three subcategories. 

 
KC 3 GSA Overall Employee Engagement Index (EEI) 
Lead Office: Service & Staff Offices 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 77% 78% 83% 83% 83% +1% OR 
Prior Result * 

Results 78% 83% 83% 83% N/A N/A 

*If EEI score decreases from previous year, then the target would be a 1 percent increase from prior year’s result. If EEI score remains constant or 
increases from previous year, target would equal prior year’s result. 

 

KC 4 - GSA Federal Information Technology Acquisition Reform Act (FITARA) Scorecard Score 

Benefit to the Public: 
The FITARA Scorecard is important in providing transparent measurement of how agencies are 
achieving incremental implementation of the legislation aimed at improving their IT acquisitions and 
operations. The scorecard also drives accountability around IT investments and promotes cost savings 
for agencies. 
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Performance Indicator Definition: 
FITARA was passed in 2014 to modernize the Federal Government’s IT. Since the law’s implementation, 
the House Committee on Oversight and Reform and the GAO have worked together to release a 
scorecard that assesses agencies’ FITARA implementation efforts. Agency FITARA grades typically 
reflect GAO’s analysis of how agencies are performing in numerous IT categories. 

 
KC 4 GSA FITARA Scorecard Score 
Lead Office: GSA IT 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target B+ B+ B+ B+ B+ B+ 

Results B+ A+ A+ B+ N/A N/A 

 

KC 5 - Percent of GSA Staff to Receive Account Access and Standard Laptop on Day 1 

Benefit to the Public: 
This indicator demonstrates both HR and IT readiness, enabling a seamless onboarding and productive 
new hire experience on their first working day at GSA. This contributes to overall employee 
productivity and satisfaction with GSA internal operations. 

Performance Indicator Definition: 
This indicator focuses on improving the new hire experience by measuring how quickly GSA IT is able 
to respond and deliver a standard laptop and account access to new staff on their first day (in-person 
or virtual), when laptop requests are submitted more than 10 days from their entry on duty date. 

 
KC 5 Percent of GSA Staff to Receive Account Access and Standard Laptop on Day 1 
Lead Office: GSA IT 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 

 

Results 100.0% 98.0% 98.3% 98.2% N/A N/A 

 

KC 6 - Competition Rate for GSA Acquisitions 

Benefit to the Public: 
GSA must ensure that internal operations are efficient and effective to support low-cost, high-quality 
products and services. This focus on internal excellence is carried forward in how GSA provides mission-
support services to the Government-wide community. Effective and efficient GSA internal operations 
decrease the cost burden to agency customers, freeing up funds to meet mission objectives for the 
American public. 

Performance Indicator Definition: 
Provided from Federal Procurement Data System (FPDS) source data, this indicator is calculated by 
using the percentage of obligated dollars that are completed annually against total obligations. 
Non-competitive obligations to mandatory sources (i.e., coded as “authorized by Statute”) are 
excluded from the calculation. 
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KC 6 Competition rate for GSA acquisitions 
Lead Office: OGP 
 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 
 

90.0% 
 

90.0% 
 

90.0% 
 

90.0% 
 

90.0% 
 

90.0% 

Results 91.4% 92.0% 90.7% 90.1% N/A N/A 

 

KC 7 - Number of Completed Evaluations at GSA 

Benefit to the Public: 
Rigorous evidence improves the effectiveness of GSA programs and increases cost avoidance. 

Performance Indicator Definition: 
As GSA grows capacity to build and use rigorous evidence, GSA will develop a portfolio of rigorous 
evaluations. This strategic portfolio of evaluations will inform key investments, programmatic and 
policy decisions. GSA evaluation designs and methods will be rigorous and answer key strategic 
questions, and the results of all completed evaluations will be shared publicly. GSA will track the 
increase in the number of completed evaluations between FY 2022 and FY 2026. 

 
KC 7 Number of completed evaluations at GSA 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A Baseline 4 6 6 

Results 0 0 0 5 N/A N/A 

 
KC 8 - Percent of GSA Business Applications Hosted in the Cloud 

Benefit to the Public: 
The scope of business applications includes systems that provide a business capability, are directly used 
by a user or customer via a graphical user interface, have a business and technical sponsor/owner, uses 
and processes data, and are deployed in a production environment. Business applications are a subset 
of the FISMA system/subsystem inventory. 

Performance Indicator Definition: 
Business applications are a subset of the FISMA system/subsystem inventory maintained by the GSA IT 
security team. The enterprise architecture team determines whether a FISMA system meets the 
criteria of a business application. The system’s POCs denote in the FISMA system inventory whether 
the system uses cloud-hosted technologies. If a business application utilizes a hybrid cloud 
environment, it is considered a cloud system for this metric. 
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KC 8 Percent of GSA Business Applications Hosted in the Cloud (New) 
Lead Office: GSA IT 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A N/A 53.0% 53.0% 

Results N/A 39.1% 49.2% 52.7% N/A N/A 

 
KC 9 - Equity and Organizational Effectiveness Optimization Measure (EOEOM) 

Benefit to the Public: 
Establish a sustainable core mission capability (workforce and programs) enabling GSA to deliver on its 
promise of an equitable exceptional customer experience by enabling reporting on the optimization of 
GSA's enterprise-wide DEIA and Equity maturity level. The performance indicator will be utilized to 
inform and drive actions that will build the capacity to support effective implementation of Executive 
Order 14035, Diversity, Equity, Inclusion, and Accessibility in the Federal Workforce and 13985, 
Advancing Racial Equity and Support for Underserved Communities Through the Federal Government, 
and GSA's FY 2022 - 2026 Strategic Plan’s Key Capability "A People-First Culture Prioritizing Diversity, 
Equity and Inclusion, and Accessibility”, and the Equity and DEIA Strategic Plans. 

Performance Indicator Definition: 
This indicator will assess GSA's progression toward a mature DEIA enterprise and the integration of 
equity into the agency’s service delivery and operations, leveraging the Office of Personnel 
Management (OPM) Maturity Self-Assessment tool to inform/develop the GSA-specific DEIA and 
Equity maturity model. The model captures data across four categories: Governance, Workforce 
Planning, Workforce Transformation, and Leadership Effectiveness. The performance measure values 
will be the cumulative score of the primary Signals of Maturity (SoM). When calculating the 
cumulative total, each SoM will be equally weighted. 

 
KC 9 Equity and Organizational Effectiveness Optimization Measure (EOEOM) - Overall level of maturity 
(New) 
Lead Office: OA 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A Baseline Baseline 3* 

Results N/A N/A N/A N/A N/A N/A 

*Target may need adjustment once baseline year values are established. 
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Management and Performance Challenges 

The Government Performance and Results Modernization Act of 2010 requires that Federal agencies 
identify and address management and performance challenges, which include programmatic or 
management functions that have greater vulnerability to waste, fraud, abuse, and mismanagement, and 
areas where failure to perform well could seriously affect the ability of an agency or the Federal 
Government to achieve its mission or goals. Performance Improvement Officers are responsible for 
advocating greater impact through innovation, increased effectiveness and efficiency, and an excellent 
customer experience. 
 
The U.S. Government Accountability Office (GAO) performs annual audits of GSA’s major missions and 
routinely assesses the agency’s progress on management challenges identified on GAO’s High Risk List. 
GAO’s High-Risk List, including agencies and program areas across the Government, is updated every 2 
years and specifies corrective actions GAO believes necessary to improve critical operations and 
activities. GSA has a leading role in supporting Federal agencies in the management of Federal real 
property, a long-standing challenge on the High Risk List, and has equities in several other Government-
wide areas. 
 
GSA addresses reports on major management and performance challenges, and high-risk areas from the 
GSA Office of Inspector General (OIG). The OIG identified eight management challenges in its 
Assessment of GSA's Management and Performance Challenges for FY 2023. GSA’s response to this 
assessment is included in the management challenges section of the FY 2022 Agency Financial Report. 
GSA’s Enterprise Risk Management Program and Management Control and Oversight Committee also 
help to identify challenges. These efforts, in addition to consideration of OIG findings and GAO 
recommendations, provide insights that inform cross-organizational initiatives. On a quarterly and 
annual basis, GSA tracks progress toward successful completion of performance goals and strategic 
objectives enterprise-wide. 
 
 
Evidence-Building 

In FY 2022, GSA conducted a number of evaluation and evidence activities in its Government-wide 
capacity and in support of GSA’s Learning Agenda priorities. Highlights include: 

 The newly established GSA evaluation division completed five evaluations in its inaugural year. 
These included evaluations of the “Equipping our Workforce at Home” program; topic areas like 
US Web Design Systems and accessibility; strengthening the Federal Pulse Survey; and 
incorporating evaluation into digital forms. 

 GSA’s Office of Evaluation Sciences also completed 24 projects with different agency partners in 
FY 2022 on a wide variety of priority evaluation topics. The projects fostered evidence-building in 
support of agency Learning Agendas, the American Rescue Plan Equity Learning Agenda and the 
President's Management Agenda Learning Agenda. These included a descriptive study of equity 
in the Emergency Rental Assistance Program; an impact evaluation to increase voluntary tax 
compliance; an evaluation of strategies to increase return of unused opioids; and an evaluation 
to measure methods to increase take-up of higher education tax credits. The portfolio of 
evaluations in FY 2022 included a sample size of over 7 million individuals, and findings from the 
FY 2022 evaluations reached over 100,000 individuals. 

Other Information 
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Data Validation and Verification 

GSA has verification and validation techniques in place, which provide reasonable assurance over the 
completeness and reliability of all performance data contained in this report as required by the GPRA 
Modernization Act of 2010 and GSA Order 2170.1A CFO Performance Measurement and Data 
Verification and Validation Procedures. These techniques included: 

 Maintaining performance measure definition forms that contain performance measures and 
metrics, data sources, computation methodology, and a reliability assessment for each 
performance indicator. 

 Verifying, at least annually, the accuracy and completeness of the information contained in the 
performance measure definition forms. 

 Developing and implementing a new data validation and collection tool to routinize and add 
rigor to regular collection and validation of GSA’s suite of performance metrics. The tool helps to 
promote data integrity and accountability throughout the GSA enterprise. 
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GSA Organizational Structure and Office Descriptions 
 
Headquartered in Washington, DC, GSA serves and supports more than 60 Federal departments and 
agencies through its: 

 Central Office 
 Federal Acquisition Service 
 Public Buildings Service 
 Office of Government-wide Policy 
 11 National Staff Offices 
 11 Regional Offices 
 2 Independent Offices 

 
Staff Offices 
 
Office of Administrative Services (OAS) 
OAS delivers innovative, responsive, and timely value-added solutions for GSA's administrative, 
workplace, and information needs in ways that promote integrity, the efficient use of Government 
resources, and effective risk management. 
 
Office of the Chief Financial Officer (OCFO) 
OCFO provides enterprise-wide budget, financial management, financial analysis, performance 
management, and strategic planning services to GSA business lines and Staff Offices. OCFO also leads 
robotic process automation initiatives and workload elimination, optimization, and automation efforts. 
 
Office of GSA IT (GSA IT) 
GSA IT provides staff with innovative technology to improve capabilities, productivity, mobility, agility, 
and cost savings. GSA IT solutions include laptops, mobile devices, collaborative cloud-based software, 
training, and technical support. GSA IT ensures GSA and Federal information security and privacy 
requirements are implemented agency-wide. 
 
Office of Civil Rights (OCR) 
OCR administers five programs related to Federal civil rights laws and regulations: Equal Employment 
Opportunity, Affirmative Employment, Non-discrimination in Federally Conducted Programs and 
Activities, Environmental Justice, and Non-discrimination in Federally Assisted Programs and Activities. 
OCR also administers the appeals process for administrative grievances filed by GSA employees. 
 
Office of Congressional and Intergovernmental Affairs (OCIA) 
OCIA maintains relationships with Congress; prepares and coordinates the GSA annual legislative 
program; communicates the GSA legislative program to OMB, Congress, and other interested parties; 
and works closely with OMB in the coordination and clearance of all proposed legislation affecting GSA. 
 
Office of Customer Experience (OCE) 
OCE works with internal clients to enhance relationships with customers, industry partners, and both 
internal and external stakeholders. OCE improves the end-to-end experience of GSA customers by 
aligning operations to customer needs. OCE utilizes human-centered design approaches to promote 
three key behaviors: conducting representative customer research; synthesizing findings into actionable 
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insights; and making incremental, measurable, and customer-focused improvements. 
 
Office of the General Counsel (OGC) 
OGC provides sound and timely legal advice and representation to GSA clients to enhance their ability to 
deliver the best value in real estate, acquisition, and technology services to the Government and the 
American people. OGC carries out all legal activities of GSA; advises on the proper implementation of 
GSA's statutory responsibilities; and provides legal counsel to the Administrator, the Deputy 
Administrator, and other officials of GSA (with the exception of certain legal activities of the Office of 
Inspector General and the Civilian Board of Contract Appeals). The General Counsel is the chief legal 
officer of the agency and is responsible for legally sound implementation of GSA's mission 
responsibilities nationwide. The General Counsel serves as GSA’s Designated Agency Ethics Official and 
manages GSA’s ethics program. The General Counsel also serves as the Chief Freedom of Information Act 
(FOIA) Officer and manages the FOIA program. 
 
Office of Human Resources Management (OHRM) 
OHRM delivers comprehensive human resources services and solutions to GSA and its employees. 
OHRM’s primary focus is to work with GSA Services and Staff Offices to attract, motivate, develop, retain, 
and reward employees to maintain and enhance a mission-ready workforce. 
 
Office of Mission Assurance (OMA) 
OMA ensures resilience and continuity of the agency’s critical business processes by integrating and 
coordinating activities across all domains of security (physical, personnel, and industrial), Homeland 
Security Presidential Directive 12 credentialing, emergency management, and contingency and 
continuity planning. OMA provides an enterprise-wide approach to mission assurance planning while 
ensuring the safety, privacy, and security of GSA facilities, personnel, and assets nationwide. 
 
Office of Small and Disadvantaged Business Utilization (OSDBU) 
OSDBU has nationwide responsibility for GSA’s small business programs and is the chief advocate for 
small and disadvantaged businesses. OSDBU collaborates with GSA mission delivery and support offices 
to meet and exceed statutory prime and subcontracting small business and socio-economic small 
business goals. OSDBU promotes small business access to GSA’s nationwide procurement opportunities, 
ensures small business participation, and provides training. 
 
Office of Strategic Communication (OSC) 
OSC is the agency’s resource for all internal and external communication needs, using communication to 
help GSA meet its mission and business goals. OSC’s services include communication strategy planning 
and counseling; graphic design and production; media relations and stakeholder engagement; web and 
social media; audiovisual production and management; writing and editing; speechwriting and executive 
communication; and risk communication and crisis management. 
 
Independent Offices 
 
Office of Inspector General (OIG) 
The OIG is an independent organization, responsible for promoting economy, efficiency, and 
effectiveness, and for detecting and preventing fraud, waste, and mismanagement in GSA programs and 
operations. 
 
Civilian Board of Contract Appeals (CBCA) 
The CBCA is an independent tribunal housed within GSA. Its primary responsibility is to adjudicate 
contract disputes between civilian Federal agencies and contractors under the Contract Disputes Act. 
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Acronym Guide 
 
AAS Assisted Acquisition Service 

APG Agency Priority Goal 

APP Annual Performance Plan 

APR Annual Performance Report 

ARP American Rescue Plan 

ASSIST Assisted Services Shared 
Information System 

BIL Bipartisan Infrastructure Law 

BSC Business Standards Council 

BTU British Thermal Units 

CALM Contract Acquisition Life-cycle 
Management 

CBCA Civilian Board of Contract Appeals 

CFO Chief Financial Officer 

CIO Chief Information Officer 

CLS Customer Loyalty Score 

CoE Centers of Excellence 

CX Customer Experience 

CXO C-Suite Executive Officers 

C-SCRM Cyber-Supply Chain Risk 
Management 

DAP Digital Analytics Program 

DCOI Data Center Optimization 
Initiative 

EEI Employee Engagement Index 

EIS Enterprise Infrastructure Solutions 

EVSE Electric Vehicle Supply Equipment 

FAS Federal Acquisition Service 

FedRAMP Federal Risk and Authorization 
Management Program 

FCSF Federal Citizen Services Fund 

FIBF Federal Integrated Business 
Framework 

FICAM Federal Identity, Credential, and 
Access Management 

FM Facilities Management 

FPDS Federal Procurement Data System 

FRPP Federal Real Property Profile 

FY Fiscal Year 

GHG Greenhouse Gas 

GNP Good Neighbor Program 

GSA General Services Administration 

GSA IT Office of GSA IT 

GSF Gross Square Feet 
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GWAC Government-wide Acquisition 
Contract 

HISP High Impact Service Providers 

HUBZone Historically Underutilized Business 
Zone 

ICT Information and Communication 
Technology 

IDEA 21st Century Integrated Digital 
Experience Act 

IFF Industrial Funding Fee 

IRA Inflation Reduction Act of 2022 

ISS Industry Satisfaction Survey 

IT Information Technology 

ITC Information Technology Category 

MAS Multiple Award Schedule 

MPG Miles Per Gallon 

NPS Net Promoter Score 

NPV  Net Present Value 

OA Office of the Administrator 

OAS Office of Administrative Services 

OCE Office of Customer Experience 

OCFO Office of the Chief Financial Officer 

OCIA Office of Congressional and 
Intergovernmental Affairs 

OCR Office of Civil Rights 

OGC Office of the General Counsel 

OGP Office of Government-wide Policy 

OHRM Office of Human Resources 
Management 

OIG Office of Inspector General 

OMA Office of Mission Assurance 

OMB Office of Management and Budget 

OSC Office of Strategic Communication 

OSDBU Office of Small and Disadvantaged 
Business Utilization 

PBS Public Buildings Service 

PI Performance Indicator 

PM Performance Measure 

PMRD Procurement Management Review 
Division 

POP Planning Outreach and Partnership 

QSMO Quality Service Management Office 

REXUS Real Estate Across the United 
States 

SB Smart Buildings 

SBA Small Business Administration 

SDB Small Disadvantaged Business 
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SDVOSB Service-Disabled Veteran-Owned 
Small Business 

SO Strategic Objective 

TMF Technology Modernization Fund 

TTS Technology Transformation 
Services 

TSS Tenant Satisfaction Survey 

WOSB Woman-Owned Small Business 

YTD Year to Date 

ZEV Zero Emission Vehicle 

 

 


